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1. Purpose of the Report

1.1 The purpose of this report is to outline progress on the review of Business Centre and
the programme for Digital Channel Shift / Customer Services.

2. Background

2.1 As indicated elsewhere in a report on the Transformation Committee agenda the first
step in establishing a Business Centre is the creation of the Employee Service Centre
(ESC) to undertake all the transactional processes which underpin the delivery of the
HR/Payroll function.

2.2 The provision of support services / administration across the Council is currently provided
to, and within, the 4 Services in a variety of arrangements. The range of support services
would encompass:

• Transactional HR/Payroll (ESC)
• Creditors
• Administration
• Printing
• School Administration Support
• Mail
• Secretarial

• Chief Officers
• Member Support

2.3 The Council also supports a range of public facing areas which are also essentially
transactional including:

• Welfare Provision
• Housing Benefit (HB) I Council Tax Reduction Scheme (CTRS)
• Scottish Welfare Fund (SWF)
• Discretionary Housing Payments (DHP)
• Free School Meals (FSM) I Clothing Grants (CG)
• Social Work Grants
• Blue Badges

• Billing & Collection
• Council Tax
• Non Domestic Rates
• HRA rents
• Sundry Debtors

• Customer Services
• Receptions
• Customer Contact Centre (CCC)
• First Stop Shops (FSS)
• Out of Hours (OOH)
• Registrars



o Licensing

2.4 The operation of a Business Centre model is focussed on creating an approach to
service support provision through these functions that is standardised, streamlined,
responsive, and provides a foundation for developing as business needs change in the
future.

2.5 The operation of the Business Centre approach is to ascertain the most effective manner
of providing these services to the internal / external customer. In some instances this
may be by aggregation similar to the ESC. In many other instances, e.g. public facing,
the managerial responsibility would be aligned to the Business Centre but the staff
providing service and support would remain on−site. Management and operation of the
Business Centre approach would be through two or three hubs co−ordinating the needs
and provision of the support as necessary.

3. Business Centre Approach
3.1 The initial phase of the Business Centre is the creation of the Motherwell hub which is

being established in the Dalziel Building.

3.2 Within this location the intention is to create the core−hub which will encompass the ESC,
the Welfare Team, and the Billing & Collection team.

3.3 As indicated above the ESC is already being established and the savings and efficiencies
associated with this are already recognised as part of the Councils' savings programme.

3.4 To create the core of the Welfare Team and the Billing & Collection Team it is proposed
to relocate staff involved in the these functions from Coatbridge to Motherwell and
establish a new operating model and associated team structures.

3.5 As outlined in paragraph 2.3 above this will involve the bringing together of a number of
separate, but related, teams and the proposed structures are anticipated to be
incorporated in the staffing reports being prepared for consideration at the December
P&R. This will align with our asset management agenda by releasing accommodation
within the Coatbridge area and realise savings of approximately £0.3m − £0.35m within
2017/18.

3.6 Within the Customer Services area there is consideration of bringing together the
management responsibility and co−location of the First Stop Shops and Registrars
service. This should provide greater use of our developing FSS locations, free−up
property assets, and increase the management capacity and flexibility within this area.

3.7 In addition the operational and managerial responsibilities currently undertaken across
the two divisions of First Stop Shops (FSS) and Customer Contact Centre (CCC) will be
merged to create a single team responsible for Customer Services.

3.8 Together these proposals are projected to realise savings of approximately £0.1m −£0.15m within 2017/18.

3.9 Preparatory analysis of the scope, programme and profile for applying the Business
Centre hub approach to the other aspects of the services outlined in paragraph 2.2 & 2.3
will continue and be reported to a future Committee.

4. Channel Shift
4.1 The Council has previously identified the benefits for both the Council and the Customer

from developing and migrating customer contact to more effective and cost efficient
channels. Primarily this is a journey from traditional and more common channels of face
to face and letter through telephony to digital and self−service.



4.2 In order to develop a modern and adaptive digital channel for customers the Council has
been developing the Customer Portal (CP). This will provide our customers with the
ability to access a range of Council, and other public sector providers, services using a
single secure nationally authenticated process. Thereafter customers will be able to
select from a range of services, geographical information, and to manage their contact
with the Council. Nationally services available will include:

• ePlanning
• My Diabetes
• School Payments
• Tell Me Scotland
• National Entitlement Card

4.3 As a proof of concept the Council has been working with our software provider, Civica,
to provide integration with the Council Tax system with the Customer Portal. This is now
in the final stages of testing but will provide customers with a simple means of access to
information, ability to make changes, and conduct a range of transactional services at
any time that is convenient to them.

4.4 Developments are also progressing to develop process automation for a range ofe−forms
which will provide customers the means to self−serve and conclude transactions

through the Customer portal without the need for staff intervention. These areas include
various reporting forms including missed bins, pot holes, black−lights, appointments etc.

4.5 Engagement with Services continues to identify new services which are being
considered for inclusion within the Customer Portal. The profile for adoption in to the
Customer Portal requires careful management to ensure that the service is redesigned,
as necessary, to provide simple functionality to the customer and integrated processing
for the Council. There is a need for rigorous benefit tracking to ensure that the savings
arising are identified and realised as part of the Councils transformation programme.
Project resources will also need to be identified to allow the adoption programme to be
delivered in the necessary timescale.

4.6 With the prioritisation of the Council programme the profile of service adoption and
savings will be determined. At present projections on the initial programme identified are
that this will be in the range of £0.1 − £0.4m over the 2017/18 − 2018/19 period with the
potential to be approximately £1 m if there is a progressive move to on−line services.

5. Recommendation
The Committee is asked to

6. Note the report

Head of Revenues & E−Government Solutions

For further information please contact Brian Cook, Head o f Revenue & E−Government Solutions on 01698 403929


